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1. This transmts:
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2. Expl anation of Material Transmitted
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CHAPTER 1. | NTRODUCTI ON
1-1. Purpose

a. Thi s Handbook provi des gui dance and basi c procedures for handling
conplaints pertaining to the Community Devel opnent Bl ock Grant (CDBG
Entitlenment, HUD Admi nistered Snmall Cties, State Conmunity Devel opnent
Bl ock Grant, Urban Devel opnent Action Grant (UDAG, Section 312

Rehabi litati on Loans, Urban Homesteadi ng, Emergency Shelter G ant (ESGP)
Rental Rehabilitation, and categorical progranms. The progranms covered by
thi s Handbook are not subject to the Administrative Procedures Act (5

U S.C 551, et seq.).

b. Thi s Handbook does not cover those environnmental conplaints (such as

obj ections to the rel ease of grant conditions) for which procedures have
been established in 24 CFR Part 58, Environnental Review Procedures for the
Conmuni ty Devel opnent Bl ock Grant Program

c. This Handbook does not cover conplaints intended for or received by the
I nspector General unless referred to the Ofice of Conmunity Planning and
Devel opnent (CPD) for processing.

1-2. Responsibilities for Processing Conplaints. It is the responsibility
of the grantee (State or local governnment) to explain its decisions in

pl anni ng and adm nistering its CPD program Therefore, to the fullest
extent possible, conplaints made to the Departnent of Housing and Urban
Devel opnent (HUD) are to be referred to the grantee for response.

1-3. Approach to Various Types of Conplaints.

a. This Handbook addresses separately those conplaints alleging grantee
deficiencies and those conplaints alleging inproper HUD nanagenent of CPD
progranms. In addition, this Handbook includes separate Chapters on handling
compl aints involving the State CDBG program those all eging violations of
civil rights statutes (e.g., Title VI of the Gvil R ghts Act of 1964,
Section 109 of the Housing and Community Devel opment Act of 1974, Title
VIIl of the Cvil R ghts Act of 1968, Section 504 of the Rehabilitation Act
of 1973, the Age Discrimnation Act of 1975, and Section 3 of the Housing
and Urban Devel opnent Act of 1968), and complaints alleging crimna
wrongdoi ng or other violations requiring the attention of the Ofice of

| nspect or Ceneral .

b. Although it is recognized that conplaints may be agai nst an applicant or
recipient in the case of the UDAG or other competitive prograns, the term
"grantee" will be used throughout this Handbook to denote any partici pant
in the program award process.
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c. Except for conplaints alleging violation of Title VI or Title VIIl and
Section 109 requirenments; or any formof discrimnation based on age, race,
color, sex, religion, handicap, or national origin; or conplaints
concerning the State CDBG Emergency Shelter G ant, and Renta
Rehabilitation prograns, the | ead responsibility for coordinating the

resol ution of all conplaints concerning prograns funded by CPD, whether



al l eging grantee or HUD deficiencies, rests with Conmunity Pl anning and
Devel opnent .

d. The Regional or Field Ofice of CPD, as applicable, shall assess the
nature of the conplaint and it's potential effect on pending grants. Were
civil rights issues are raised, a copy of the conplaint will be forwarded
to the Field Ofice Fair Housing and Equal Qpportunity (FH&EO) Division
Every attenpt should be made to resolve the conplaint before the grant is
made. |If the conplaint contains information which challenges in a
substantial manner a certification made by the grantee, HUD may require the
grantee to submt such additional information or assurances as CPD may deem
necessary to accept the certification

1-4. Technical Assistance. 1In processing conmplaints, HUD staff should be
alert for indications that technical assistance may be needed by the
grantees. This is especially true where a series of conplaints in a sinlar
area indicate specific program managenent or adm nistrative problens. HUD
shoul d have a positive approach in assisting the grantee in inproving its
progr am managenment capacity in such instances
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CHAPTER 2. COVPLAI NTS ALLEG NG GRANTEE DEFI Cl ENCI ES | N HUD
ADM NI STERED CPD PROGRAMS ( EXCEPT COMPLAI NTS
ALLEG NG CIVIL RI GHTS VI CLATI ONS) .

2-1. Conplaints Received by the Field Ofice.

a. Upon receipt of a conplaint involving CPD prograns, the CPD Division
shall record receipt of the conplaint as prescribed in the Consuner
Conpl ai nts Handl i ng Syst em Handbook, 5550.1, REV-1.

b. The CPD Division shall forward, within ten (10) cal endar days of Field
Ofice receipt, a copy of the conplaint to the grantee for its direct
response to the conplainant. At the sane time, the Field Ofice shall
notify the conplainant of the referral. The grantee should be instructed to
respond to the conplainant within fifteen (15) cal endar days of grantee
receipt and to send a copy of its response to the Field Ofice. The Field
Ofice my, at its discretion, extend the grantee's response period to
thirty (30) days where appropriate.

c. The Field Ofice shall review the grantee's response. This review
shoul d deternine the foll ow ng:

(1) Whether allegations of grantee deficiencies nmade prior to the grant
award are adequately addressed. The Field Ofice should request the grantee
to provide further response to the elements of the conplaint not adequately
addressed. Conplaints challenging a grantee's certification(s) in a
substantial manner may require additional information or assurances.

(2) Whether there is a need for technical assistance by the Field Ofice to
hel p sol ve performance problens that have resulted in the reason for the
complaint. The Field Ofice focus should be on resol ving perfornmance

probl ems and not resolving the conplaint, which remains entirely the
grantee's responsibility.

(3) Whether problem areas of the grantee's perfornmance, as reveal ed by the
conpl aint, need special attention during nonitoring. Such areas should be
carefully |l ooked into in preparing for a nonitoring visit and enphasi zed
during the visit to deterni ne whether they constitute nonconpliance.

d. As part of the overall complaint handling process, the Field Ofice
shoul d focus attention on areas of grantee performance whi ch have been the
subj ect of conpl ai nts when reviewi ng the G antee Performance Report

(GPR).
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2-2. Conplaints Received by the Regional Ofice.

a. Regional Ofices shall refer conplaints alleging grantee deficiencies
in adm nistering CPD Prograns to the CPD Division in the appropriate Field
Ofice for processing, except where it is determned that it is nost
appropriate for the Regional Ofice to handle the conplaint directly. In
such instances, the Regional Ofice shall notify the Field Ofice of the
conpl aint receipt and di sposition. The conpl ai nant shall be notified when
conplaints are referred to the Field Ofice.



b. Upon receipt, the Field Ofice shall handle the conplaint follow ng the
procedures outlined in paragraph 2-1

2-3. Conpl ai nt Received by Headquarters.

a. Complaints filed with Headquarters involving CPD prograns shall be
forwarded to the CPD Division in the appropriate Field Ofice for
processi ng, except where it is deternm ned nost appropriate for direct
handl i ng by Headquarters. The conpl ai nant shall be notified when conplaints
are referred to the Field Ofice.

b. Upon receipt, the Field Ofice shall handle the conplaint follow ng the
procedures outlined in paragraph 2-1
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CHAPTER 3. COWPLAI NTS ALLEG NG HUD DEFI Cl ENCI ES ( EXCEPT COWPLAI NTS
ALLEG NG CIVIL RI GHTS VI OLATI ONS) .

3-1. Alleged Field Ofice Msmanagenent. Conplaints alleging Field Ofice
m smanagenment of CPD prograns received by the Field Ofice should generally
be handl ed by the CPD Division in the Field Ofice. In order to assure

obj ectivity and responsiveness, however, the Field Ofice Manager may
assign the complaint to other staff (e.g., the Field Counsel or Deputy

Fi el d Manager) for handling or detailed review of a proposed response
prepared by CPD. Al conplaints should be responded to within thirty (30)
cal endar days of receipt. |In exceptional circunstances, an interimresponse
may be sent when the response period is extended. Copies of both the

compl aint (upon receipt) and the Field Ofice response (upon dispatch)
shoul d be sent to the Regional Ofice of CPD. The Regional Ofice is
responsi ble for reviewing the response to assure that it adequately
addresses the issues raised and for informng the Field Office when changes
to the initial response are felt necessary. A copy of both the conplaint
and Field Ofice response shall also be sent to the Ofice of Field
Operations and Monitoring (OFOM in HUD Headquarters for information

pur poses.

3-2. Alleged Regional Ofice or Headquarters M smanagenent. Conplaints

al  egi ng Regional Ofice or Headquarters nmi smanagenent of CPD admi nistered
progranms shoul d be handl ed by the Regional Ofice or Headquarters,
respectively. The Regional Admi nistrator and Assistant Secretary shall
assign responsibility for preparing and review ng the response so as to
assure that the response adequately addresses the issues raised. The

Regi onal O fice shall provide a copy of the conplaint and its response to
OFOM i n Headquarters and to the appropriate Field Ofices for review Once
agai n, such conpl aints should be responded to within thirty (30) days.

3-3. Alternative Method Referrals. Regional and Field Ofices receiving
complaints of this type may consider it appropriate in particular cases for
the conplaint to be processed at the next higher Departnental |evel. Such
compl aints shoul d not be forwarded for processing, however, until after the
matter has been discussed with the Regional CPD Ofice or the Ofice of the
Assi stant Secretary for CPD, as appropriate. Refer to paragraphs 3-1 and
3-2 to deternine when to send a copy of the response to OFOM and the tinme
periods for responding to the conpl ai nts.
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CHAPTER 4. COVPLAI NTS CONCERNI NG STATE ADM NI STERED
PROGRAMS (NOT | NVOLVI NG Cl VIL RI GHTS VI OLATI ONS) .

4-1. Responsibility. The Community Devel opment Bl ock G ant, Energency
Shelter Grant, and Rental Rehabilitation Progranms adm nistered by States
are designed to give full administrative responsibility to State
governnents with a m ni nrum of Federal involvenent. Therefore, it is the
State governnent itself that has primary responsibility for answering

compl aints concerning its adm nistration of these State adm nistered
programs. As a result, different instructions for handling conplaints apply
as described in paragraph 4-2 bel ow.

4-2. Referrals. Conplaints alleging a specific violation of a statutory or
regul atory requirenment, including Congressional inquiries, received by HUD
at the Headquarters, Regional, or Field Ofice |l evel should be forwarded to
the appropriate State office for response. Headquarters and Regi onal
Ofices may forward conplaints to Field Ofices for handling. The Field
Ofice will then send the conplaint to the State for response. If
Headquarters or a Regional Ofice forwards a conplaint directly to a State,
a copy of the conplaint should be sent to the Field Ofice for information
and foll ow up purposes. The conplai nant shall be notified that HUD has
referred the conplaint to the State for response. Each HUD Field Ofice
concerned should maintain a file for all conplaints received involving
these State admi nistered prograns and use this information when nonitoring.
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CHAPTER 5. COVWPLAI NTS ALLEG NG VI OLATIONS OF CIVIL RI GHTS
REQUI REMENTS,

5-1. Cvil R ghts Conplaints Defined. Gvil rights conplaints are those

all eging violation of one or nore of the following statutes: Title VI of
the Cvil Rights Act of 1964, Section 109 of the Housing and Conmunity
Devel opnent Act of 1974, Section 504 of the Rehabilitation Act of 1973, the
Age Discrimnation Act of 1975, Section 3 of the Housing and Urban

Devel opnment Act of 1968, and Executive Orders 11063 and 11246. Title VI
conmpl aints received by HUD at the Headquarters, Regional, or Field Ofice

| evel s shoul d be processed pursuant to 24 CFR Part 105.

5-2. Conpl ai nts Received by HUD

a. Gvil rights conplaints involving the operation of CPD prograns received
by HUD at the Headquarters and Regional Office | evels shall be sent
directly to the appropriate Director, Regional Ofice of Fair Housing and
Equal Qpportunity (FH&EO), for handling. Such complaints received at the
Field Ofice level shall be sent to the FH&EO Director in the Field Ofice
for a quick assessment of the issues raised and referral to the Regiona
Ofice for processing. The Regional Director of Fair Housing and Equa
Qpportunity should send copies of the conplaint and the final response
(with names of conplainants deleted) to the Field Ofice FH&EO and CPD
Divisions, in order to assure that the Field Ofice is cognizant of the

i ssues involved. These issues should be considered carefully during Field
Ofice nonitoring to determne the recipient's conformance with civi
rights requirenents and certifications

b. Wiere a conpl ainant alleges that the grantee has failed to carry out
housi ng and comunity devel opnent activities in a manner to affirmatively
further fair housing, the Field Ofice FH&EO Di vi sion should handl e the
conplaint as part of its responsibility to nonitor the performance of the
grantee under the certifications submtted prior to grant award.

c. Field Ofice FH&EO staff should be cogni zant of the issues raised in
discrimnation conplaints despite the fact that such conplaints are
normal |y handl ed by Regional FH&EO Office. These issues can then be part of
the exami nation of the administration nmethods used by the grantee in

i mpl enenting its community devel opnent activities. Wiere a series of
conmplaints in a sinmilar area have been received, the FH&EO staff shoul d
render technical assistance in these areas. HUD shoul d have a positive
approach in assisting the grantee to inprove its capacity to carry out the
civil rights requirements. Wen the Regional FH&EO O fice has conpl eted
action on the conplaints, copies of the conplaint and final response to the
conpl ai nant and the grantee shall be sent to the appropriate Field Ofice
FH&EO and CPD Di vi si ons.

5-3. Confidentiality. When a conplaint alleges violations of civil rights
requirements, the identity of the conplainant, where possible, shall be
kept confidential throughout the process of responding to the conpl aint by
all parties involved.
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CHAPTER 6. REFERRAL OF COWVPLAI NTS TO THE OFFI CE OF | NSPECTOR
GENERAL (O G).

6-1. Introduction. Complaints containing allegations of crimnal w ongdoing
or violations of HUD standards of conduct rmust be referred to the Ofice of
| nspector CGeneral in accordance with HUD Handbook 2000. 3A, Audit and

I nvestigation Activities, Ofice of the Inspector Genera

6-2. Method of Handling O G conplaints

a. Conplaints received in Headquarters pertaining to crimnmnal wongdoing
or standards of conduct should be directed to the Assistant |nspector
CGeneral for Investigation. Those received in the Field should be directed
to the Regional Inspector General for Investigation

b. The conpl ai nant should be advised in witing that the natter has been
referred to the Ofice of Inspector General for consideration; the
compl ai nant shoul d not be promi sed that an investigation will be made.
Copi es of this acknow edgement shoul d acconpany the copy of the conpl aint
forwarded to the O fice of Inspector General (see HUD Handbook 2000. 3A,
Audit and Investigation Activities, Ofice of |Inspector General, Chapter
3).

c. Acknow edging a conplaint and referring it to the Ofice of Inspector
General does not relinquish the programarea's responsibility for providing
assistance to the OG if requested, in any subsequent audit,

i nvestigation, or other review of the matter reported. Utinmate
responsibility for affecting corrective action rests with the program
office. This would normally be Community Pl anni ng and Devel opnent in the
case of conmunity devel opment prograns.
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